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AUTOMATED PROVISIONING AND
MANAGEMENT OF CLOUD SERVICES

CROSS-REFERENCE TO RELATED PATENT
APPLICATIONS

The present application claims priority to and the benefit
of U.S. Provisional Patent Application No. 61/513,115, filed
Jul. 29, 2011 entitled “Automated Provisioning And Man-
agement Of Cloud Services,” the contents of which is
incorporated by reference in its entirety.

TECHNICAL FIELD

The present invention generally relates to cloud services
and service delivery, and more specifically to automating the
provisioning, billing, and reporting of multiple cloud ser-
vices from multiple vendors for multiple end users at
multiple companies for a managed service provider. The
provisioning function is implemented both on end user
machines and at the cloud service provider.

BACKGROUND OF THE INVENTION

The use of cloud based services is rapidly growing in
popularity. These services have advantages that make them
extremely attractive to end users, and also make them easier
to maintain from a management perspective. However, the
vendors of these cloud based services all have different
interfaces for setting up and managing them, which poses a
challenge to the administrators responsible for keeping them
working As more end users look to outsource the manage-
ment of their computing infrastructure, these challenges fall
onto the shoulders of the outsourced service providers,
where they are multiplied even further by the sheer number
of end user systems involved.

Some existing systems help to automate the provisioning
of the hardware for running the cloud services. Other
existing systems can automate the provisioning of the soft-
ware cloud services themselves, but only in a captive
environment where the provisioning tools are built into the
software at both the server and the client. Still other existing
systems help to automate the provisioning of cloud service
software from third party sources, but only if that software
is either designed or modified to fit into a new “federation”
or “schema”.

Some popular existing systems that are in fairly wide use
work with unmodified third party software, but does not
provide any automation for setting up the end user systems
to use the cloud services, and also requires manual effort for
the management of each end user system. Some existing
systems go further to automate at least some part of the
management of multiple end user systems, but do not
automate the gathering of any provisioning information
from those end user systems, and often fall back to the
requirement of modifying the cloud service software to
conform to a new management API or “schema”.

In addition to automating the provisioning and manage-
ment of cloud services on large numbers of end user
systems, outsourced service providers also need tools to help
manage the complexity of the billing involved. They can
often get volume discounts on the cloud services, but do not
want to pass along the entire discount to their customer, but
instead use the difference to help their own profit margins.
Some existing systems provide consolidated billing of
online services through an intermediary, but lack the ability
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2

to manage multiple companies and have no automation of
the data gathering from end user systems needed to set up
the billing infrastructure.

SUMMARY OF THE INVENTION

The present invention describes a system that solves the
growing problem of managing the complexity of providing
cloud based services to end users in a managed environment.
In such an environment, an outsourced service provider
must be able to provision (set up accounts and access for)
multiple cloud services from multiple vendors, all with
different interfaces. The outsourcer must also provision
these services for multiple of their own customers, each with
many end users having different requirements for the cloud
services. The outsourcer must manage the billing process for
these multiple customers, as well as monitoring the avail-
ability and performance of the cloud services. This requires
the outsourcer to provide reports on these metrics to the
customers. The present invention provides a way to auto-
mate the provisioning, monitoring, reporting, and billing for
these cloud services.

It is clear that some of the required functions exist for
management of multiple cloud services by multiple service
providers for multiple end users at multiple companies, but
some do not, and none are combined into the tool set that an
outsourced service provider needs.

The present invention provides these functions, and gives
some relief to the staggering magnitude of the task of
managing these cloud services, by automating most of the
work in a clean, easy to manage interface that works well for
the outsourced service providers, the vendors of the cloud
services, and the ultimate end users of those services.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1 is a block diagram of one embodiment of a system
for managing cloud-based services.

FIG. 2 is a block diagram showing one embodiment of
how end users access cloud services.

FIG. 3 is a block diagram of one embodiment of the
components involved in provisioning a cloud service for
making an end-user machine available for use.

FIG. 4 is a block diagram illustrating one embodiment of
the additional complexity of provisioning a cloud service for
use by multiple employees in a single company.

FIG. 5 is a block diagram illustrating one embodiment of
the additional complexity of provisioning multiple cloud
services from multiple vendors for a single end user.

FIG. 6 is a block diagram illustrating one embodiment of
the additional complexity encountered by a managed service
provider (MSP) in provisioning a cloud service for multiple
customers, each having multiple employees using the ser-
vice.

FIG. 7 is a block diagram of one embodiment of the
components allowing the

MSP to automatically gather customer data from the end
user machines in order to help with the provisioning of a
cloud service.

FIG. 8 is a block diagram of one embodiment of the
components involved in the automation of the operations at
the cloud vendor in order to complete the provisioning of a
cloud service.

FIG. 9 is a block diagram of one embodiment of the
components involved in the automation of the components
on an end user machine in order to complete the provision-
ing of a cloud service.
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FIG. 10 is a block diagram illustrating one embodiment of
data gathering from end user machines, automation on end
user machines, automation at the cloud service vendors, and
process management to provide simplified and convenient
provisioning of multiple cloud services from multiple ven-
dors on end user machines of multiple employees at multiple
companies.

FIG. 11 is a block diagram illustrating one embodiment of
the components providing consolidated monitoring and
reports for cloud services.

FIG. 12 is a block diagram illustrating one embodiment of
the components providing consolidated billing for cloud
services.

FIG. 13 is a flowchart summarizing the operation of one
embodiment of a system for managing cloud-based services.

DETAILED DESCRIPTION

FIG. 1 shows the overall architecture of the system. The
system automates the setup and operation of the access and
use of cloud based services 2-4 by end user machines 5-7.
The Remote Monitoring and Management (RMM) system 1
does this automation using a set of modules described here.
The collection module 9 retrieves 13-15 information from
the end user machines 5-7. It stores 16 information in a
database 8 and also makes information available 17-18 to a
configuration module 10 and a licensing module 11. The
licensing module 11 uses this information, and other infor-
mation sources, to configure 19-21 the cloud based services
2-4 with account and licensing information needed to use the
services. The licensing module 11 also accesses 22 the
database 8, and in addition, makes information available 27
to the setup module 12. The configuration module 10
completes 24-26 all of the setup required on the cloud based
services 2-4 that is required for the end user machines 5-7 to
use them. The configuration module 10 has access 23 to the
database 8 to complete this operation. The setup module 12
uses 28 the database 8 to configure 29-31 the end user
machines 5-7 to correctly access and use the cloud based
services 2-4. As a result, at the end of this process the end
user machines 5-7 are able to properly use 32-40 the cloud
based services 2-4.

FIG. 2 shows a representative configuration of cloud
services in use by end users.

The end user 101 uses a personal computer 102 that
contains local storage 103 and a number of applications that
are cloud-enabled applications. The applications described
here are intended to be representative, and not comprehen-
sive.

The collaboration tools application 104 uses the work
flow collaboration cloud service 111 to allow the end user
101 to create, organize, edit, share, update, and track docu-
ments, spreadsheets, databases, forms, presentations, and
drawings, working either alone or jointly with other users
around the world. This could be a cloud service such as
Google Docs. A cloud based work flow collaboration service
111 allows easy and natural interaction with other online
users, and also allows new features to be implemented and
deployed in the cloud implementation with little effort or
disruption to the end user 101.

The end user 101 uses a web browser 105 to access and
control information on a wide variety of web sites. However,
many kinds of sites may be inappropriate for the end user
101, due to the nature of the content or the presence of
malicious intent in the site, so the web browser 105 is
augmented with a component that uses a web filtering cloud
service 112 to restrict or forbid access to certain web sites.
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4

This could be a cloud service such as FortiGuard web
filtering. A cloud based web site filtering service 112 pro-
vides central management of the difficult task of keeping up
with the evolving technology required for identifying and
filtering inappropriate web sites.

Similarly, the end user 101 uses an email client 106 to
communicate using email, but many email messages may be
inappropriate, superfluous, annoying, or dangerous. To man-
age this, the email client 106 is augmented with a component
that uses an email filtering cloud service 113 to eliminate or
quarantine such email messages. This could be a cloud
service such as the one from Barracuda Networks. A cloud
based email filtering service 113 provides central manage-
ment of the difficult task of keeping up with the evolving
technology required for filtering unwanted email messages.

The personal computer 102 is vulnerable to a wide variety
of threats such as viruses, trojans, worms, and malware. An
anti-virus application 107 helps to protect the personal
computer 102 from these threats and uses a virus protection
cloud service 114 to keep updated. This could be a cloud
anti-virus service such as Panda Cloud Office Protection
offered by Panda Security. A cloud based virus protection
service 114 provides central management of the difficult task
of updating the anti-virus application 107 to contain and
disable the rapidly growing assortment of malicious threats.

The accounting application 109 uses the accounting solu-
tion cloud service 116 to provide the end user 101 with an
accurate and up-to-date accounting management solution.
This could be a cloud service such as the NetSuite business
accounting solution. A cloud based accounting solution 116
allows accounting management by multiple end users across
the entire business, and also allows central management of
complex accounting forms and tables that change frequently
due to regulatory updates.

The document processing application 108 uses the docu-
ment processing and storage cloud service 115 to allow the
end user to create, organize, edit, store, and track documents,
spreadsheets, databases, presentations, project plans, and
drawings. This could be a cloud service such as Microsoft
Office 365. A cloud based document cloud service 115
provides low-maintenance access for the end user 101 to
licensing, updates, and data storage facilities.

The sales management application 110 uses the sales
management solution cloud service 118 to help the end user
101 manage all aspects of the sales process, including
contacts, leads, quotes, calendars, quotas, contracts, and
forecasting. This could be a sales management cloud service
such as the one provided by SalesForce.com. A cloud based
sales management solution 118 provides simple and natural
tracking, updating, and management of the sales process
across the entire sales force for the company.

The data storage 103 of the personal computer 102 needs
to be backed up safely and reliably to prevent the cata-
strophic loss of data in the event of a disabling hardware or
software failure, user error, or malicious data destruction
event. The cloud based data backup service 117 provides this
capability using a lightweight agent on the personal com-
puter 102. This could be a data backup service such as the
one provided by Acronis. A cloud based data backup service
117 relieves the end user 101 from the burden of worrying
about the details of managing the backup storage media and
the scheduling of backup operations, and makes it much
more likely that effective backup operations actually take
place.

Cloud based solutions greatly facilitate the central man-
agement and sharing of company-wide data between end
users. A second end user 119 with a laptop computer 120



US 9,477,530 B2

5

having data storage 121 can use the same data backup cloud
service 117 and the same sales management solution cloud
service 118 with a different instance of the sales manage-
ment application 122. Doing this gives the end user 119 the
same powerful capabilities as those used by end user 101,
with a relatively small incremental investment in effort and
expense.

Cloud based solutions also enhance the effectiveness of a
mobile work force. An end user 123 who is traveling can use
a convenient mobile device 124 with apps set up to access
and use the same data backup cloud service 117 and sales
management solution cloud service 118, thereby gaining the
same advantage in extended power with relatively small
incremental investment. In addition, the installation and
updates of the apps themselves is managed through a cloud
based app store 125.

FIG. 3 shows the process of provisioning (setting up) a
cloud based service for an end user. The three participants in
this process are the administrator 201, the vendor 203, and
the end user 202. Note that these are logical divisions for
clarity, and that in other embodiments of the system, any two
or three of these logical entities can be the same physical
entity. For example, the administrator 204 may be the same
person as the end user 202, and the administrative personal
computer 205 may be the same as the end user machine 223.
Similarly, any one of these logical entities could be more
than one physical entity. For example, the service cloud 220
made up of the processors 221 and data storage 222 could be
a third party provider that is hired by the vendor 203.

The administrator 204 is the entity that is responsible for
setting up and managing the cloud service for the end user
202. The end user 202 is the entity that is the ultimate
beneficiary of the cloud service. The vendor 203 is the entity
that provides the cloud service, and is typically a business
that derives its revenue from providing the cloud service to
a number of end users.

The first step in provisioning the cloud service is for the
administrative user 204 to set up the customer data 210. This
customer information applies to a group of end users 202
that are related and are managed by the administrator 201 as
a single unit. For example, the customer information could
apply to all end users 202 at a single company. The admin-
istrative user 204 sets up the customer data 210 using a
control panel 206 provided by the vendor 203. The interface
to the control panel 206 can be through a browser or a
proprietary interface. The control panel 206 interacts with a
vendor database 207 to set up and store the customer data
210. Some of the customer data 210 originates from the
administrative user 204, and some of it is generated by the
control panel 206 or the billing system 208. During the
provisioning process, the database 207 is set up with the
customer information 211 that identifies the customer and
provides any operational information, such as contact infor-
mation. The billing information 212 is also set up, and can
include information such as account numbers and credit
limits. The customer credentials 213 are also generated and
set up; these are secret information such as a username and
password that are used to authenticate the administrative
user 204 in online transactions. During the setup of the
billing information 212, the control panel 206 interacts with
the billing system 208 used by the vendor, which in turn may
need to interact with a transaction processor 209 that may
provided by an outside vendor. For example, the billing
system 208 may need to validate credit card information
provided by the administrative user 204 by using a bank
service.
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The second step in provisioning the cloud service is for
the administrative user 204 to set up the machine informa-
tion 214. The administrative user 204 accesses the end user
machine 223 that will use the cloud service and obtains
relevant configuration information 226 about the end user
machine 223. Using the control panel 206, the administra-
tive user 204 provides this information, and as a result the
control panel 206 updates the database 207 with the machine
information 214. The machine information 214 contains
machine data 215 associated with the end user machine 223,
such as a serial number that identifies the machine. It also
contains service instance data 216 that describes how the
end user machine 223 will use the cloud service, such as
what features will be available and how much storage is
allocated. It also contains machine credentials 217; these are
secret information such as a username and password that are
used to authenticate the end user machine 223 when it needs
to use the cloud service. Finally, the machine information
214 can contain a customized machine installer 218 that will
be used for provisioning the end user machine 223. Note that
in other embodiments of the system, the machine installer
218 may not be specific to a single end user machine 223,
and may be stored with the customer data 210, or may even
be stored externally to the database 207.

The third step in provisioning the cloud service is for the
administrative user to access the machine installer 218,
either through the control panel 206 or by other means, and
apply it to the end user machine 223. The machine installer
218 could be embodied as executable code, a script to be
interpreted, or even a list of instructions for the administra-
tive user 204 to follow to manually set up the end user
machine 223. During this process, the end user machine 223
updates its data store 224 to include the local machine
provisioning information 227 that is necessary for the local
cloud app 225 to use the service cloud 220.

Once the provisioning process is complete, the end user
202 can use the cloud app 225 on the end user machine 223.
When the cloud app 225 needs to access the service cloud
220, it uses the machine provisioning information 227 in the
local data store 224 to authenticate the end user machine 223
with the service controller 219. The service controller 219
uses the machine credentials 217 in the database 207 to
verify the authentication of the end user machine 223, and
also accesses the service instance data 216 to configure the
services provided to the cloud app 225. The service con-
troller 219 then provides services as needed using the
processors 221 and data store 222 in the service cloud 220.

FIG. 4 shows the extensions to FIG. 3 for cloud service
provisioning in a company environment, where the admin-
istrator 201 is responsible for managing the use of the cloud
service by a number of end users 311-313.

The first step of the process described for FIG. 3 is the
same in FIG. 4, and needs no further elaboration.

In the second step of the process described for FIG. 3, in
FIG. 4 the administrator 201 must repeat the operation of
setting up the machine information 301-303 for the machine
of each end user 311-313. For example, the administrator
201 must access the machine of end user 1 311 to obtain
relevant configuration information 305, and use the control
panel 206 to update the database 207 with the machine 1
information 301. Similarly, the administrator 201 then
accesses the machine of end user 2 312 to obtain relevant
configuration information 307, and uses the control panel
206 to update the database 207 with the machine 2 infor-
mation 302. Similarly, the administrator 201 then accesses
the machine of end user n 313 to obtain relevant configu-
ration information 309, and uses the control panel 206 to
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update the database 207 with the machine n information 303.
This step must be repeated for all the end users that are to
use the cloud service.

In the third step of the process described for FIG. 3, in
FIG. 4 the administrator must access the appropriate
machine installer for each end user 311-313 and apply it to
the appropriate machine. For example, the administrator 201
accesses the machine installer for the machine of end user 1
311, and applies it 306 to that machine. Similarly, the
administrator 201 accesses the machine installer for the
machine of end user 2 312, and applies it 308 to that
machine. Similarly, the administrator 201 accesses the
machine installer for the machine of end user n 313, and
applies it 310 to that machine. This step must be repeated for
all the end users that are to use the cloud service.

Once this provisioning process is completed for all end
users, the end users 311-313 can use the cloud service by
accessing the service controller 219, with the same process
described for FIG. 3 repeated in FIG. 4.

FIG. 5 shows the extensions to FIG. 3 for cloud service
provisioning in an environment where a single end user
machine 223 is used with multiple cloud apps that use
multiple cloud services. This is consistent with the descrip-
tion of FIG. 2, in which, for example, the personal computer
102 has multiple cloud apps 104-110 installed that use
multiple cloud services 111-118.

In the first step of the process described for FIG. 3, in FIG.
5 the administrator 201 must repeat the operation of setting
up the customer data 416, 421, 426 at all of the multiple
vendors 401-403 providing the cloud services. For example,
to set up vendor 1 401, the administrator 201 accesses the
control panel 413 and provides customer information to it
that the control panel 413 utilizes to set up the database 414
with the customer data 416. Similarly, to set up vendor 2
402, the administrator 201 accesses the control panel 418
and provides customer information to it that the control
panel 418 utilizes to set up the database 419 with the
customer data 421. Similarly, to set up vendor n 403, the
administrator 201 accesses the control panel 423 and pro-
vides customer information to it that the control panel 423
utilizes to set up the database 424 with the customer data
426. This step must be repeated for all the vendors providing
cloud services that will be used by the end user 202.

In the second step of the process described for FIG. 3, in
FIG. 5 the administrator can access the end user machine
223 one time to obtain the configuration information 226
needed, but the administrator 201 must then use that infor-
mation to set up the machine information 417, 422, 427 at
all of the multiple vendors 401-403 providing the cloud
services. For example, to set up vendor 1 401, the admin-
istrator 201 accesses the control panel 413 and provides the
machine information to it that the control panel 413 utilizes
to set up the database 414 with the machine information 417.
Similarly, to set up vendor 2 402, the administrator 201
accesses the control panel 418 and provides the machine
information to it that the control panel 418 utilizes to set up
the database 419 with the machine information 422. Simi-
larly, to set up vendor n 403, the administrator 201 accesses
the control panel 423 and provides the machine information
to it that the control panel 423 utilizes to set up the database
424 with the machine information 427. This step must be
repeated for all the vendors 401-403 providing cloud ser-
vices that will be used by the end user 202.

In the third step of the process described for FIG. 3, in
FIG. 5 the administrator accesses the machine installer from
each vendor 401-403 and applies it to the end user machine
223. For example, the administrator 201 accesses the
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machine installer from vendor 1 401 and applies it 410 to the
end user machine 223, which updates the local data store
224 with the machine provisioning 1 407. Similarly, the
administrator 201 accesses the machine installer from ven-
dor 2 402 and applies it 411 to the end user machine 223,
which updates the local data store 224 with the machine
provisioning 2 408. Similarly, the administrator 201
accesses the machine installer from vendor n 403 and
applies it 412 to the end user machine 223, which updates
the local data store 224 with the machine provisioning n 409.
This step must be repeated for all the vendors 401-403
providing cloud services that will be used by the end user
202.

Once this provisioning process is completed for all ven-
dors 401-403, the end user 202 can use the cloud apps
404-406, which access the cloud services provided by the
vendors 401-403, by communicating with the service con-
trollers 415, 420, 425 at the vendors 401-403.

FIG. 6 illustrates the use of cloud services in the MSP
environment, which brings together the concepts illustrated
in FIG. 2, FI1G. 3, FIG. 4, and FIG. 5 and uses them in a more
general fashion. The MSP, or Managed Service Provider
501, is in the business of selling IT (Information Technol-
ogy) services to customers 503-505. Each customer has
multiple end users 509-511 that are all managed by the MSP
501. As part of the services provided to customers, the MSP
would like to offer the cloud services provided by multiple
vendors 506-508. Therefore, the MSP 501 is faced with the
considerations of FIG. 4 (multiple end users) and FIG. 5
(multiple vendors), along with the addition of multiple
customers.

This fully general case requires the administrator 502 at
the MSP 501 to use the control panel 512 to set up multiple
customer data 515 in the database 513, and then repeat this
step at each vendor 506-508. The administrator 502 must
access configuration information 520 from the machine of
each end user 509-511 at each customer 503-505, and use it
with the control panel 512 at each vendor 506-508 to set up
machine information for each customer 516-518. Then the
administrator 502 must apply 520 the machine installer from
each vendor 506-508 to the system of each end user 509-511
at each customer 503-505. Once this is complete, the end
users 509-511 at each customer 503-505 can use the cloud
services provided by the vendors 506-508 by connecting
with the service controller 514 at each vendor 506-508. The
end users of each customer connect independently 521-525
with the service controllers at the vendors 506-508.

However, the bookkeeping for this process that must be
managed by the administrator 502 is enormous. Each cus-
tomer may need a different subset of cloud services, and
within a single customer, each end user may have different
requirements for different cloud services. The amount of
detail is so large that it is highly susceptible to human error,
so the need for automation of the labor intensive processes
is compelling and urgent. The present invention describes a
system for largely automating the process of provisioning
cloud services in this complex MSP environment.

FIG. 7 illustrates the automation of the first step of the
process described for FIG. 3. The administrator 601 pro-
vides IT services to a customer 602 with a number of end
users 603-605 using end user devices 606-608. The admin-
istrator 602 uses a Remote Monitoring and Management
(RMM) system 610 to help provide these services. The
administrator 601 interacts with the RMM system 610
through a management interface 609 that allows the admin-
istrator to easily check the condition of the end user devices
606-608 and take actions on them. This is done through the
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management controller 611 which is connected to the end
user devices 606-608. The management controller 611
receives status information from the end user devices 606-
608 and provides control and configuration information to
them, in a way that is automated and requires no manual
effort on the part of either the administrator 601 or the end
users 603-605.

The RMM system 610 uses a database 612 to manage all
the data associated with the end user devices 606-608. This
database 612 also contains customer information 613 about
the customer 602. Some representative examples of the
customer information 613 include contact information, bill-
ing information, service plan information, ticketing, and
invoicing. Some of this information is entered by the admin-
istrator 601 through the management interface 609, but
much of it is also entered and kept current automatically by
the management controller 611, based on information it
receives from the end users 603-605, or directly from the
end user devices 606-608.

When the administrator 601 wants to provision a cloud
service vendor 616 for the customer 602, the process is
largely automated. Rather than interacting directly with the
control panel 617, the administrator 602 initiates the opera-
tion on the RMM system 610 through the management
interface 609. The management interface then interacts
directly with the control panel 617 of the cloud service
vendor 616, using either an Application Programming Inter-
face (API) 614 designed for this interaction, or by mimick-
ing the action of an end user through the normal User
Interface (UI) 615. The management interface 609 has
access to all of the customer information 613 in the database
612 in order to complete this operation, and is therefore able
to provision the database 618 with the customer data 619 at
the cloud service vendor 616. In addition, the management
interface 609 receives all of the customer specific provision-
ing information back from the control panel 617, such as the
customer credentials, and stores these in the customer infor-
mation 613 of the RMM system 610, where it is available for
future use.

FIG. 8 illustrates the automation of the second step of the
process described for FIG. 3. The administrator 701 pro-
vides IT services to a customer 702 with an end user 704
using an end user device 705. The administrator 701 uses an
RMM system 706 to provide these services and has provi-
sioned the customer 702 at the cloud service vendor 703
using the process described for FIG. 7. As a result, the
customer data 716 is already set up in the database 715 at the
cloud service vendor 703, and the customer data 710 is
already set up in the database 708 on the RMM system 706.

As a result of using the RMM system 706, the end user
device 705 has provided status information to the manage-
ment controller 709 which is stored in the machine infor-
mation 711 of the database 708. This machine information
711 contains a very complete and accurate picture of the end
user device 705, with no manual effort required on the part
of either the administrator 701 or the end user 704.

When the administrator 701 wants to provision the cloud
service from the vendor 703 for the machine 705, the
process is largely automated. Rather than interact directly
with the control panel 714, the administrator 701 initiates the
process on the RMM system 706 using the management
interface 707. The management interface then interacts
directly with the control panel 714 of the cloud service
vendor 703, using either an API 712 or mimicking an end
user through operations on the Ul 713. The management
interface 707 uses customer data 710 from the database 708
to authenticate against the customer data 716 in the database

10

15

20

25

30

35

40

45

55

60

65

10

715 at the cloud service vendor 703. Then it provisions the
end user device 705 at the cloud service vendor 703 using
machine information 711 in the database 708 on the RMM
system 706. As a result, the database 715 at the vendor 703
is updated with the required machine information 717 about
the end user device 705. In addition, any provisioning
information associated with the device 705 that is generated
by the control panel 714 is returned back to the management
interface 707 and is stored along with the machine infor-
mation 711 in the database 708 on the RMM system 706,
where it is available for future use.

FIG. 9 illustrates the automation of the third step of the
process described for FIG. 3. The administrator 801 pro-
vides IT services to a customer 803 with an end user 810
using an end user machine 811. The administrator 801 uses
an RMM system 802 to provide these services and has
provisioned both the customer 803 and the end user machine
811 at the cloud service vendor 804 using the processes
described for FIG. 7 and FIG. 8. As a result, the customer
data 817 and machine information 818 are already set up in
the database 816 at the vendor 804, and the customer data
808 and machine information 809 are set up in the database
806 on the RMM system 802.

When the administrator 801 wants to provision the end
user machine 811 to use the cloud service from the vendor
804, the process is largely automated. Rather than interact
with the vendor 804, the administrator 801 initiates the
process on the RMM system 802 using the management
interface 805. The management interface 805 then uses the
customer data 808 and machine information 809 in the
database 806 to prepare everything that is required for the
provisioning process. Next, the management controller 807
uses this setup and applies it on the end user machine 811.
As a result, the machine provisioning information 814 gets
set up in the data store 812 of the machine, and the cloud app
813 is installed and configured. This is all done without
manual intervention on the part of either the administrator
801 or the end user 810.

After the provisioning process is complete, the end user
810 can use the cloud app 813, which interacts with the
service controller 815 at the vendor 804 using the machine
provisioning information 814. The service controller 815
uses the customer data 817 and machine information 818 in
the database 816 to authenticate the end user machine 811
and to set up the parameters for the cloud app 813 usage of
the service cloud 819. The cloud app 813 then uses the
processor resources 820 and data resources 821 of the
service cloud 819 to implement its capabilities.

FIG. 10 brings together elements of FIG. 7, FIG. 8, and
FIG. 9 in a block diagram form illustrating the power of the
present invention in managing the provisioning and deploy-
ment of cloud based services in the MSP environment. The
MSP 901 manages IT services for a number of customers
904-906, each with a number of end user machines 907-909,
using an RMM system 903. Using the processes described
for FI1G. 7, FIG. 8, and FIG. 9, an administrator 902 at the
MSP 901 can provision cloud services from multiple ven-
dors 910-912 for use by multiple end user machines 907-909
at multiple customers 904-906. The administrator 902 can
do this in a single step, interacting with the RMM system
903, and after that the RMM system 903 manages the entire
provisioning process through the control panel 913 at the
vendors 910-912, with no manual intervention by the admin-
istrator 902 or any person at any of the customers 904-906.
Once the provisioning is complete, the end user machines
907-909 at the customers 904-906 can use the cloud services
at the vendors 910-912 by interacting with the service
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controller 915 at the vendors 910-912. The service controller
915 then provides the cloud based service by using the
database 914 and the service cloud 916.

One aspect of the RMM system 903 that is particularly
powerful in this provisioning process is that it is set up to
manage the customers 904-906 and the end user machines
907-909 in defined groups, based upon their capabilities and
entitlements in the management service. The administrator
902 can use these groups to provide different subsets of
services from the vendors 910-912 to different subsets of the
customers 904-906, and even to different subsets of end user
machines 907-909. This highly automated approach to pro-
visioning provides the MSP 901 with an extremely low
effort, organized, and scalable approach to providing these
cloud based services to the customers.

In addition, the RMM system 903 can also easily manage
changes to the provisioning of the cloud based service. For
example, if customer 1 904 no longer wants to pay for the
use of the cloud service from vendor 2 911, the administrator
902 can, with a single operation, use the RMM system 903
to remove the provisioning from all the end user machines
907-909 at vendor 2 911, and also remove the provisioning
from the end user machines 907-909 themselves.

FIG. 11 illustrates yet another powerful aspect of the
present invention. The vendors 1003-1005 usually provide a
reporting service 1008 that will generate reports 1009-1011
on various parameters of the services. However, the report-
ing capabilities of the vendors can vary widely, so the
reports may not be in the form that the MSP 1001 needs
them for the customers of the MSP. For example, the
multiple reports 1009-1011 probably do not contain the
same information, are formatted differently, and are not
categorized in the same way that the MSP is managing the
customer systems.

To solve this issue, the RMM system 1002 uses an
interface 1015 to the vendor’s reporting service 1008, either
through an API or by mimicking user interaction through a
Ul. The reporting service 1008 uses the vendor database
1007 to provide the desired information, and the RMM
system accesses the data from all the vendors 1003-1005
through the vendor reporting services. Then, the RMM
system 1002 creates customer reports 1012-1014 that can be
customized by the MSP 1001 and organized in ways that suit
the needs of the customers of the MSP.

In addition, one of the metrics that is of interest to the
MSP and customers of the MSP is the availability of the
cloud services, in other words, how often they are usable and
how often they are not usable. The vendors 1003-1005 may
provide some data on this, but the MSP and its customers
typically want independent verification of these numbers
since contractual obligations can depend on them. The
RMM system 1002 can access the service controller 1006 at
the vendors 1003-1005 at periodic intervals and run a short
test to determine whether or not the cloud service is respond-
ing. The RMM system 1002 then keeps a history of the
results and uses it to compute the availability of the services
of the vendors 1003-1005. These availability statistics can
be included in the customer reports 1012-1014.

FIG. 12 illustrates another powerful aspect of the current
invention. The customer 1103 may not pay the vendor 1102
directly for the cloud service, but may instead provide
payment 1104 to the MSP 1101, which in turn provides
payment 1105 to the vendor 1102. There are many reasons
for this. For example, the MSP 1101 may receive a discount
from the vendor 1102 for aggregating customers. The MSP
1101 may also provide extra services to the customer 1103
for an additional fee that is included in the payment 1104.
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The MSP 1101 can use the RMM system 1106 to generate
a billing invoice 1107 to send to the customer 1103, which
the customer pays 1104. Alternatively, the RMM system
1106 can use the billing system 1115 of the vendor 1102,
through an interface 1120 that is either an API or mimics
access through a U], to generate a billing invoice 1116 that
goes to the customer 1103, who pays 1104. Alternatively, the
MSP 1101 can use the billing system 1118 of a third-party
accounting vendor 1117, through an interface 1121 that is
either an API or mimics access through a Ul, to generate a
billing invoice 1119 that goes to the customer 1103, who
pays 1104. Any of these billing methods, or any combination
of them, will work as long as the RMM system has an
accurate picture of the billing for the services that the
customer 1103 is using from the vendor 1102. However, the
billing may change without involving the MSP 1101. One
way this can happen is that an end user 1112 may have direct
access to the control panel 1108 to change the service
structure in the database 1110 in a way that affects the
billing. Another way this can happen is that the cloud app
1113 on the end user machine 1111 may be able to change
the service structure in the database 1110 through the service
controller 1109 in a way that affects the billing. Another way
this can happen is that the cloud app 1113 may use the
service controller 1109 in a way that changes the billing for
the service as a normal result of the way the service is used.
For example, a cloud-based backup solution may charge for
the amount of data that is backed up, which can change
based on the amount of data stored on the end user machine
1111. The MSP 1101 may not be able to prevent these billing
changes, or may not even want to prevent them, since
increases in billing by the vendor 1102 may result in
increased revenue 1104.

To handle this situation, the RMM system 1106 accesses
the control panel 1108 at the vendor 1102 through an
interface 1114 that is either an API or mimics access through
a Ul, and discovers any changes in the service provisioning
that have been made by an end user 1112. Then the RMM
system 1106 uses this updated information in the billing
invoice 1107 to accurately reflect the payment 1105 that the
MSP 1101 must pay to the vendor 1102.

FIG. 13 is a flowchart summarizing the operation of the
RMM system. The system repeats 1201 an operation for
each end user machine, the operation 1202 being to collect
provisioning information from each machine. The system
then repeats 1203 an operation for each cloud based service,
the operation 1204 being to set up the required licensing and
account information required in order to use the service.
Next, the system repeats 1205 an operation for each cloud
based service, the operation 1206 being to set up the
operating parameters for using the service. Finally, the
system repeats 1207 an operation for each end user machine,
the operation 1208 being to set up the end user machine to
be able to correctly access and use the cloud based services.

In addition to those listed above, there are many facets of
the present invention, apparent to one skilled in the art,
which have not been described in the detailed embodiment
above. These include, but are not limited to: the use of
mobile devices by end users; a hierarchical RMM system
architecture; a RMM system that provides its own cloud
based services; a RMM system that is provided as a cloud
based service itself; a direct service from an MSP to end
users that does not involve an intermediate customer; and a
RMM system that is implemented as a distributed system
that does not involve the use of a central RMM server.

It should be understood that the systems described above
may provide multiple ones of any or each of those compo-
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nents and these components may be provided on either a
standalone machine or, in some embodiments, on multiple
machines in a distributed system. The systems and methods
described above may be implemented as a method, appara-
tus or article of manufacture using programming and/or
engineering techniques to produce software, firmware, hard-
ware, or any combination thereof. In addition, the systems
and methods described above may be provided as one or
more computer-readable programs embodied on or in one or
more articles of manufacture. The term “article of manufac-
ture” as used herein is intended to encompass code or logic
accessible from and embedded in one or more computer-
readable devices, firmware, programmable logic, memory
devices (e.g., EEPROMs, ROMs, PROMs, RAMs, SRAMs,
etc.), hardware (e.g., integrated circuit chip, Field Program-
mable Gate Array (FPGA), Application Specific Integrated
Circuit (ASIC), etc.), electronic devices, a computer read-
able non-volatile storage unit (e.g., CD-ROM, floppy disk,
hard disk drive, etc.). The article of manufacture may be
accessible from a file server providing access to the com-
puter-readable programs via a network transmission line,
wireless transmission media, signals propagating through
space, radio waves, infrared signals, etc. The article of
manufacture may be a flash memory card or a magnetic tape.
The article of manufacture includes hardware logic as well
as software or programmable code embedded in a computer
readable medium that is executed by a processor. In general,
the computer-readable programs may be implemented in any
programming language, such as LISP, PERL, C, C++, C#,
PROLOG, or in any byte code language such as JAVA. The
software programs may be stored on or in one or more
articles of manufacture as object code.

Having described certain embodiments of methods and
systems for virtualizing audio hardware for one or more
virtual machines, it will now become apparent to one of skill
in the art that other embodiments incorporating the concepts
of the disclosure may be used.

What is claimed is:
1. A method of managing services for user machines,
comprising:

receiving, by a collection module executing on one or
more processors of a server comprising the one or more
processors and memory, from an end user machine via
a computer network, first information for provisioning
a cloud based service for use by the end user machine,
the first information including at least one of a serial
number identifying the end user machine, or an allo-
cation of a storage resource for the cloud based service
determined based on an available amount of the storage
resource on the end user machine;

receiving, by a configuration module executing on the
server, second information for a cloud account includ-
ing at least one of contact information, an account
identifier, or a credit limit;

configuring, by the configuration module responsive to
receiving the second information, the cloud based
service for use with the end user machine;

configuring, by a licensing module executing on the
server, the cloud account and a cloud license based on
the first information and the second information for
access to the cloud based service by the end user
machine;

identifying, by a setup module executing on the server, a
machine installer customized to include provisioning
information based on the second information and at
least one of the serial number or the allocation; and
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transmitting, by the setup module via the computer net-
work, the machine installer to the end user machine, the
machine installer configured to use the provisioning
information to set up, on the end user machine in
accordance with the cloud account and the cloud
license, a cloud application corresponding to the cloud
based service.

2. The method of claim 1, further comprising:

collecting, by a billing module executing on the server via
the network, billing information from a plurality of
cloud based services and storing the billing information
in a consolidated billing information store in memory
accessible by the server.

3. The method of claim 2, further comprising:

grouping, by a reporting module executing on the server,
the billing information from the consolidated billing
information store and presenting grouped billing infor-
mation to one or more companies associated with the
end user machines.
4. The method of claim 2, further comprising:
receiving, from a tracking module executing on the end
user machine, changes to the end user machine; and
incorporating, by the server, the changes into the consoli-
dated billing information store.

5. The method of claim 1, further comprising:

monitoring, by a monitoring module executing on the
server, availability and performance of a plurality of
cloud based services and storing results of the moni-
toring into a consolidated monitoring information store
in memory accessible by the server.

6. The method of claim 5, further comprising:

grouping, by a reporting module executing on the server,
the results from the consolidated monitoring informa-
tion store and presenting grouped results to a plurality
of companies associated with the end user machines.

7. The method of claim 1, further comprising:

providing, by a management controller executing on the
server, a management interface for managing informa-
tion about a plurality of cloud based services by com-
panies associated with end user machines.

8. The method of claim 1, further comprising:

providing, by a management controller executing on the
server, a management interface for managing informa-
tion about a plurality of different kinds of cloud based
services.

9. The method of claim 1, further comprising:

providing, by a management controller executing on the
server, a management interface for managing informa-
tion about a plurality of providers of cloud based
services.

10. The method of claim 1, further comprising:

managing, via a management controller executing on the
server, information about a plurality of end user
machines.

11. A system for managing services for user machines,

comprising:

a server comprising one or more processors and memory;

a collection module executing on the one or more pro-
cessors of the server that receives, from an end user
machine via a computer network, first information for
provisioning a cloud based service for use by the end
user machine, the first information including at least
one of a serial number identifying the end user
machine, or an allocation of a storage resource for the
cloud based service determined based on an available
amount of the storage resource on the end user
machine;
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a configuration module executing on the server that
receives second information for a cloud account includ-
ing at least one of contact information, an account
identifier, a credit limit, or billing information, wherein
the configuration module uses the second information
to configure the cloud based service for use with the
end user machine;

a licensing module executing on the server that configures
the cloud account and a cloud license based on the first
information and the second information for access to
the cloud based service by the end user machine; and

a setup module executing on the server that identifies a
machine installer customized to include provisioning
information based on the second information and at
least one of the serial number or the allocation, and
transmits, via the computer network, the machine
installer to the end user machine, the machine installer
configured to use the provisioning information to set
up, on the end user machine in accordance with the
cloud account and the cloud license, a cloud application
corresponding to the cloud based service.

12. The system of claim 11, further comprising:

a billing module executing on the server that collects
billing information from a plurality of cloud based
services into a consolidated billing information store in
memory accessible by the server.

13. The system of claim 12, further comprising:

a reporting module executing on the server that groups
information from the consolidated billing information
store for presentation to a plurality of companies asso-
ciated with end user machines.

14. The system of claim 12, wherein the server is further

configured to:

receive, from a tracking module executing on the end user
machine that records changes to the end user machine,
the changes; and
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incorporate the changes into the consolidated billing
information store.

15. The system of claim 11, further comprising:

a monitoring module executing on the server that moni-
tors availability and performance of a plurality of cloud
based services, and collects information indicative of
the availability and the performance into a consolidated
monitoring information store in memory accessible by
the server.

16. The system of claim 15, further comprising:

a reporting module executing on the server that groups
information from the consolidated monitoring informa-
tion store for presentation to a plurality of companies
associated with end user machines.

17. The system of claim 11, further comprising:

a management controller executing on the server config-
ured to provide a user interface to manage information
about a plurality of companies owning end user
machines.

18. The system of claim 11, further comprising:

a management controller executing on the server config-
ured to provide a user interface to manage information
about a plurality of different kinds of cloud based
services.

19. The system of claim 11, further comprising:

a management controller executing on the server config-
ured to provide a user interface to manage information
about a plurality of providers of cloud based services.

20. The system of claim 11, further comprising:

a management controller executing on the server config-
ured to provide a user interface to manage information
about a plurality of end user machines.
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